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New Conversation
Jump to: Conversation Sefup Membar Name Member Number
Compose Message Jonn Q. Public 559 04 45
Conversation History
Conversation Setup tolop A
St |
Company: [__-Select [
Date of Loss: | | [
MMDDIYYYY
[ConfractlossfAccountl: | | [(Optional]
Compose Message fotop A
Send noffcatons to; public@yahoo.co | -OR- Other.
This Is where the member will receive an email notifying them that there Is a message waiting for them af www.bank.com
Boay: | [Salutation}
‘ Insert body of message here 208 E
Reply Expected? O Yes O No 50C
nactve n: [ [10]] days (min 0, max 14) /-
Closing Statement: | I Yes: Please reply {o this message within [X] days from the data received or this conversationwil |2
automatically close. Once a coversation IS closed one cannot reply to It. However, it will still be avallable
for viewing for 30 days. If you have received this message and were unable to...
Signature; [Sincerely,], [HR Namel, [HR Ttle], [Company I}, [HR Phone #}
Links 1o bank.com: Ay [Tl Event main menu

Refrement Calculator
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Initial Loss Rerort

Auto Quote Interactive

Auto ID Card request

Life Level Term Quote

Select more than one option by using Gt + click

BANK Forms: |Wﬁ
Claims 2
50F\/ Clams 3 [< - |
Select more than one option by using Gt + click
[Cancel | [Delete | | Spell Check | [Praview| |Save Draft| [Send

Links o ussa.com: [ wee-—- Genergm

Auto Life Event main Menu
Refrement Calculator w___ 48
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oA Information [}
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Accounts | Documents | Messages | Help| Log Off

BANK [Home |[ Inswance || Banking ||  Investments || Member Services
To Bottom v

34
Your Messages (

Below are your current conversations. To view the [atest message in the conversation and reply, click on the conversation subject. If you have questions about
the bank's electronic messages, please see About Your Messages.

[0 ||+ | Stalus [ Subjec [ Date Received | Days o Respond

= Unread 0713012 Accidert Rl 5 ORA

& Unread Homeowner Policy 80 A Duplicate 1,%17%% 4 J
0y ReyMeeted PoicyOieslUpe g,
0 = ReplySent Thanks for Using Electronic Documents 11]1(’1!%0}&

Closed ' 09712101
Ve 0 sy EomeonerPocy 04 ATANCT
okl Contactus || Home
ToTop A

Copyright ©1997 - 2002, bank. All RighlsReserved.
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Accounts | Documens | Messages | Help| Log Of

BANK' [Home H [nsurance H Banking H Investments H Member Services \

To Botiom v
Subject: 07130101 Accident

View Message
From:bank ~ Date/Time 06/05/2001 12:01:22CT
Dear Dr, John Q. Public

Loram ipsum dolor sit amat. scflks sidks weci wen sndiower wnsdlkiw slkafw wneoeiff nwtw wwolerieie
snfoiwer wnsdlkiw slkaiw wneoeitf nwiw wwwolerieiemiw

Loram Ipsum dolor it amat. scflks siaks weci wen snafomwer wnsdlkiw  slkdfw wneoert nwiw wwoleriele
snafower wnsdlkiw slkdiw wneoeif nwi wwoienigiemf .

[Sincerely]

[CSR Name]
[CSR Tite]
[Contact Information}

Message delivery notfication sent to <emall address>
Www.bank.com links
Insurance Main Menu

Your Insurance Account
A Inferact
uto Quote Ineractive 54

View Your Policy
Fast Auto Quote

Message History

[0 From: Jonn Q. Public  Date/Time 0610612001 12:01:22 CT

Loram ipsum dolor sit amet. scflks slks weci wen sndforwer wnsdlkiw slkdfw wneoerff nwiw wwoleriele 990
snafower wnsdlkiw slkafw wneoeiff nwiw wwoienelemfw

Loram ipsum dolor sit amet. sciflks sidks weci wen sndiomwer wnsdlkiw slkafw wneoeiff nwtw wwolerieie
snetfoiwer wnsdlkiw slkaiw wneoeif nwhw wwoiengiem

Sincere\yp |
John Q. Public

Previous | | Reply

1 From:bank  Dateime: 06/052001 12:01:22 CT

1 From: John Q. Public  Date/Time: 06/052001 12:01:22 CT

O From:bank  Date/Time: 06/052001 12:01:22CT

Copyright © 1997 - 2002, bank. All Rights Reserved.
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Accounts | Documents | Messages | Help| Log OF

BANK  THome |[ Tsuance |[ Banking [ Investmenls || Member Services | o8
To Bottom 7
Subject. 07/30/01 Accident
Reply
To: BANK
Compose Reply. [ Add Atachments  Microsoft Intemef Explorer EIoIX

Add Aftachments:

(PC users, select "All Files" for "Files of type"}

mied o8 00 chracers. Plezse DO NOT send i | SYeP 2 Clck Atach Fie.  [Atiach File |
instead, please Contact Us. You may attach a maximum of three files tota hng

1 Mb (megab .e) in size. You can only attach the
Attachments: [ Attached fles Size | Dell following graphic/photo files types: .JPG, .BMP, .TIF.
accident mycar.pg ool
accidentraport gif 20K) | Delj Step 3: Click OK when you are finished.
56~/ accident othercar,pg 18K) | Del

Step 1: Click Browse to Select a file.
\ H Browse \
hd

Add Attachments

Cancel

02 -)
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48 Customer activity 70
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72\*
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Event Edit View Help

M0 [ X B | W
I Properties | Cancel What's?
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SYSTEM AND METHOD OF EXCHANGING
INFORMATION VIA ELECTRONIC MAIL

This application claims priority upon a U.S. Provisional
Application entitled “One to One Email,” Ser. No. 60/436,
170, having a filing date of Dec. 23, 2002.

COPYRIGHT NOTICE

A portion of the disclosure of this patent document con-
tains material which 1s subject to copyright protection. The
copyright owner has no objection to the facsimile reproduc-
tion by anyone of the patent document or patent disclosure as
it appears 1n the Patent and Trademark Oflice patent file or

records, but otherwise reserves all copyright rights whatso-
ever.

FIELD OF THE INVENTION

The present invention relates generally to electronic com-
merce and, more particularly, to a system and method of
conducting business via electronic mail.

BACKGROUND OF THE INVENTION

In recent years, the availability of more efficient, reliable
and cost-effective computers and networking tools has
allowed many companies and individuals to become 1nvolved
1n an ever-growing electronic community. The immeasurable
gains 1n technology experienced by the computer industry
overall have allowed these users to rely on commercially
available computers, such as personal computers, to meet
their information processing and communication needs. To
that end, PC manufacturers allow users to equip most PCs
with an interface (such as a modem) that may be used for
communication over networks, such as the Internet. The
Internet 1s a well-known collection of networks (e.g., public
and private voice, data, video and multimedia networks) that
cooperate using common protocols to form a worldwide net-
work.

Electronic mail and other forms of electronic exchange of
information have become a common form of communication
tor individuals and entities, including businesses for internal
as well as external correspondence. When using e-mail to
communicate, a user will typically create a message using an
¢-mail program running on a computer that 1s or can be
connected by a network to other computers. The message will
include the e-mail address of the intended recipient. When the
user has finished entering the message, the user will “send”
the message to the intended recipient—the message 1s elec-
tronically transmitted via the computer network. The recipi-
ent, also using an e-mail program running on a computer
connected to the computer network, can then read the
received message.

A common computer network used to send and receive
¢-mail 1s the Internet. The Internet allows users to send and
receive e-mail to and from computers around the world. Typi-
cally, each user will have an Internet e-mail address unique to
that user, e.g., zarka@usaa.com. A user with an e-mail
account and a computer that can connect to the Internet can
casily send and receive e-mail over the Internet.

There are a number of ways that a user can connect to the
Internet to send and recerve e-mail. A user can have an
account with a proprietary on-line network, such as, for
example, Prodigy, America Online, CompuServe or
Microsoit Network. Using a computer with amodem, the user
dials up the on-line network’s access number and connects to
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the on-line network. The user can then send and receive
e-mail to and from other users of the on-line network and,
provided that the on-line network 1s connected to the Internet,
with those having an Internet e-mail address.

An alternative method to connect with the Internet 1s via an
Internet Service Provider. Using a modem, the user dials the
access number of the Internet Service Provider, and estab-
lishes a connection with a computer “directly” connected to
or part of the Internet. The user can then operate an e-mail
program, such as Eudora, to send and receive e-mail over the
Internet.

Although email 1s a quick and convenient communication
method, many users are hesitant to utilize email to transact
business, the main concern being one of security, In short,
there remains a need for a system and method capable of
providing secure electronic communication for use i1n busi-
ness transactions.

SUMMARY OF THE INVENTION

Accordingly, the present invention provides an electronic
communication system and method for conducting business
transactions. The present invention 1s equipped with multiple
security tiers through which a customer must first pass before
he or she may transact business through electronic mail.
Unlike typical e-mail communication which 1s conducted
over an unsecured ISP or unsecured line(s), the present inven-
tion requires the customer to access a proprietary e-mail
application residing behind one or more firewalls. In one
embodiment, such firewall(s) are owned and maintained by
the organization with whom the customer wishes to conduct
business via electronic mail.

In one embodiment, the proprietary e-mail system of the
present invention 1s designed to provide controlled electronic
communication for specific business matters as designated by
the organization. In one embodiment, a customer service
representative (CSR) of the organization initiates electronic
communication by sending an e-mail to the customer’s con-
ventional e-mail address, 1.e., zarka(@aol.com, notilying the
customer to access the organization’s proprietary e-mail
application through the organization’s secure website
address.

In one embodiment, the proprietary e-mail system of the
present mvention 1s equipped with workilow component(s),
mainiframe system tie-ins, human resource system(s) capable
of accessing Customer relationship management (CRM)
information, and archiving/storage capabilities to ensure
accurate records are maintained for all electronic communi-
cation. The system further utilizes a series of attractive
graphic interfaces to ensure that both the orgamization and the
customer are provided with the requisite information for
transacting business via electronic mail.

BRIEF DESCRIPTION OF THE DRAWINGS

A more complete appreciation of the invention and many of
the attendant advantages thereof will be readily obtained as
the same becomes better understood by reference to the fol-
lowing detailed description when considered 1n connection
with the accompanying drawing; it being understood that the
drawings contained herein are not necessarily drawn to scale;
wherein:

FIGS. 1 and 2 are process tlow diagrams 1llustrating a high
level view of the customer/CSR communication process of
one embodiment of the present invention.

FIG. 3 1s a screen shot illustrating the CSR new message
screen of one embodiment of the present invention.
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FIGS. 4-6 are screen shots 1llustrating the customer inter-
face of one embodiment of the present invention.

FIG. 7 1s a process flow diagram illustrating the CSR
receipt and response process of one embodiment of the
present invention.

FIGS. 8-10 are screen shots illustrating the customer ser-
vice representative interface of one embodiment of the
present invention.

FI1G. 11 1s a process tlow diagram 1llustrating the adminis-
trative functionality of one embodiment of the present inven-
tion.

FIGS. 12-16 are screen shots 1llustrating the administrative
interface of one embodiment of the present invention.

DETAILED DESCRIPTION OF THE INVENTION

The present invention 1s herein described as a method of
facilitating electronic communication and as a system for
facilitating electronic communication. Referring to FIG. 1,
the present ivention provides a proprietary electronic mail
application (12) having an electronic mail interface through
which a remote user (20) may access and respond to one or
more electronic communications. In one embodiment, the
remote user may access the proprietary email application of
the present invention through the use of a remote computer
system (21) connected to a computer network (30). The pro-
prietary email application works 1n conjunction with an inter-
active website (24) connected to a global computer network.

In one embodiment, the remote user must pass through a
series of security thresholds prior to being provided with
access to the email application of the present invention. In one
embodiment, the remote user must enter an i1dentification
number prior to being granted access to the interactive web-
site (24). Once the interactive website 1s displayed upon the
remote user’s browser, the remote user 1s prompted for a
password and PIN number. Once verified, the remote user 1s
allowed access to a customer interface (14) coupled to the
email application of the present mmvention. The customer
interface (14) provides an electronic mail mbox designed to
facilitate communication between the remote user and a cus-
tomer service representative.

Security infrastructure 1s utilized to provide security to the
system against unauthorized access and/or harmitul viruses.
In one embodiment, a first firewall (26) 1s positioned between
the interactive website and the computer network (30). Fur-
ther, a second firewall (28) 1s positioned between the interac-
tive website (24) and the email application of the present
invention. The security configuration utilized by the present
invention allows all electronic communication to take place
behind multiple firewalls to ensure confidentiality. This fea-
ture of the present invention 1s especially important given the
personal and confidential nature of many electronic commu-
nications.

Referring still to FI1G. 1, the electronic mail application of
the present invention further provides an administrative inter-
face (16) and a customer service representative (CSR) inter-
face (18). One or both of these interfaces (16 and 18, respec-
tively) may be accessed by an employee (22) of the
organization utilizing a computer system (23 ). In this manner,
the present invention allows different functionality for each
user of the electronic mail application of the present mven-
tion. Further, the electronic mail application may utilize one
or more storage devices (32) to retrieve stored information
and/or log transactional information.

The communication capability of the present mvention 1s
quite different from known electronic mail systems. For
example, known electronic mail systems transmit electronic
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4

communications over an unsecured internet service provider
or upon unsecured telephone lines. To 1llustrate, 1f customer A
wishes to conduct business with company B via known elec-
tronic mail systems, such communication will proceed to and
from company B and the internet service provider, 1.e., AOL,
Yahoo, etc. Customer A must then access the internet service
provider’s website 1n order to review and/or respond to the
communication.

The use of known email systems 1s not desirable for trans-
acting business due to security concerns and the inherent
limitations of such systems. To illustrate, known systems are
designed to allow communication between the email account
holder and other individuals/entities having an email account.
Thus, known email systems may view substantial electronic
mail tratfic as spam and, without doing any type of certifica-
tion, may filter or delete electronic mail. In short, known
systems are not designed to enable secure business transac-
tions and may act as a hindrance to such transactions given
these inherent limitations. In contrast, the proprietary email
application of the present invention 1s designed to allow com-
munication between a single customer and a CSR of an orga-
nization with whom the customer 1s doing business. As a
result, the customer’s email “account™ 1s not subject to mass
mailings or other intrusions.

Referring to FIGS. 1-3, the CSR (22) initiates electronic
communication with the customer for the purpose of dealing
with a particular item of business. In one embodiment, a
notification electronic mail 1s transmitted to the customer’s
conventional email address, as 1llustrated by Box (25). The
notification email being designed to alert the customer (20)
that a newly opened thread of electronic communication has
been made available.

It should be noted that such notification may also be pro-
vided via a link or other notification upon the interactive
website (24) without the need for the customer to review a
conventional email inbox. This embodiment of the present
invention 1s 1deal for those customers who have internet
access but do not have a conventional email account. In short,
the present mvention allows secure electronic communica-
tion between a CSR and a customer, regardless of whether the
customer has a conventional email account.

As described below, the customer service representative
may 1mtiate electronic communication with a member
through the CSR 1interface (18) of the present invention. In
one embodiment, the CSR 1s provided with a series of attrac-
tive interface screens (48). FI1G. 3 provides an example of the
“new conversation” interface screen utilized by one embodi-
ment of the present invention. The “new conversation™ screen
(50) provides a number of distinct sections designed to for-
malize each communication with the customer. In one
embodiment, a body section (S50B) 1s provided for entry of
the main portion of an electronic communication.

Further, a closing statement (50C) may be provided with
cach electronic communication to ensure that the customer
does not procrastinate 1n replying to the electronic commus-
nication. Specifically, it a reply 1s expected from the cus-
tomer, the customer service representative 1s prompted to
enter a predetermined time period within which the customer
must respond to the communication. Accordingly, a closing
statement informing the customer that the electronic commu-
nication thread will close if a reply 1s not received within the
predetermined time period may be provided with every com-
munication. This feature of the present invention allows elec-
tronic commumnication to proceed in an eflicient and orga-
nized manner.

In one embodiment, the “new conversation” screen also
provides one or more predefined forms and/or links that may
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be utilized by the customer service representative. Such
torms and/or links provide the customer with additional infor-
mation and maybe provided as attachments to one or more
electronic communications. In one embodiment, links and
forms are provided via a scroll-down menu (50L and 50F,

respectively) and may be line of business specific, as dis-
cussed further below.

Referring to FIGS. 2 and 4, the customer may access a
customer 1nbox (34) provided by the electronic mail applica-
tion of the present invention through a series of attractive
customer interface screens (52). The customer mnbox provides
the customer with a host of information regarding each elec-
tronic communication. In one embodiment, the customer
inbox provides detailed status information regarding each
clectronic communication and differentiates between active
(52A) and 1nactive (521) communication threads. In one
embodiment, each electronic communication thread deals
with a particular business transaction and 1s only “active”
while the particular business transaction requires further
action on the part of the CSR or the customer. For example, 1f
the customer has been involved 1n an auto accident, the CSR
would notily the customer that the organization has received
an msurance claim, and that an electronic communication
thread has been opened to mitiate the msurance claim process
via electronic communication. This would allow the CSR and
the customer to correspond back and forth, 1.e., one to one, so
that the required forms, documentation, and/or evidence may
be exchanged to expedite the msurance claim.

In the above example, once the insurance claim at 1ssue has
been finalized, the CSR will close the thread of electronic
communication dealing with the closed nsurance claim. In
short, the electronic communication thread 1s terminated by
the CSR such that the customer may no longer transmit email
communication regarding that particular transaction. In one
embodiment, a closed thread is mdicated visually upon the
customer 1nbox by graying out the particular thread at 1ssue.
In one embodiment, the member may download the text of the
communication thread for their records, prior to the thread
being purged from the customer’s inbox (34). As discussed
below, the present invention archives all of the information
relating to the communication thread to be closed, such that a
detailed record may be maintained.

Referring to FIGS. 2, 5 and 6, once the customer has gained
access to his or her inbox, he or she may view and reply to any
active electronic communication thread. In addition to the
message 1tself, the present invention provides links to other
portions of the organization’s website (24), as well as a mes-
sage history read-out (55), for the customer’s convenience.
Upon clicking a reply box (34), the customer 1s provided with
a reply screen (56) having an attachments interface (38).

The present invention allows the customer to include
attachments to his or her reply email, 1.e., pictures, {iles, etc.
Once confirmed, the customer may send the reply along with
any attachments to the customer service representative who
initiated the communication thread, as illustrated by Boxes

(36), (38), (40), (42), (44) and (46) of FIG. 2.

Referring to FIGS. 5,7 and 8, upon transmission of a reply
message by the customer, the system automatically analyzes
the format of the commumnication, including any attachments,
to ensure that the message 1s of a compatible format, as
illustrated by Boxes (60), (62) and (64). If the message 1s
determined to contain improperly formatted text and/or
attachments, the message 1s returned to the customer with an
accompanying explanation of the proper formatting require-
ments. If the communication 1s determined to be properly
formatted, the communication 1s delivered to the appropriate
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customer service representative’s inbox (66). The CSR inbox
utilized in one embodiment of the present ivention 1s 1llus-

trated by FIG. 8.

The customer service representative may review electronic
communication threads and each individual message from
one or more customers. As with the customer inbox (34), the
CSR 1mbox (66) differentiates between active (66A) and 1nac-
tive (661) communication threads. In one embodiment, 1nac-
tive communication threads are grayed out to prevent the
customer service representative from initiating additional
communication. Each communication thread held by the cus-
tomer service representative’s inbox may be i1dentified
according to customer number (68). This feature of the
present invention allows the customer service representative
to quickly access stored customer relationship management
(CRM) information relating to one or more individual cus-
tomers by clicking upon the customer’s user number. In one
embodiment, CRM 1nformation 1s held upon one or more
storage devices (32) coupled to the electronic mail applica-
tion of the present invention.

Referring to FIGS. 9 and 10, upon receipt of new electronic
communications, the present invention provides the CSR
with an alert notification. The alert notification may take the
form of an audio and/or visual event designed to draw the
CSR’s attention. In one embodiment, alert notifications are
created by a software package designed to display audio
and/or visual event reminders upon the CSR 1nterface screen.
Such notification events may comprise a change 1n color,
flashing 1con, any number of audio recordings, a pop-up
screen containing a reminder, or other known software driven
reminder systems. In one embodiment, a host of interactive
icons (70) are utilized by the system to inform and/or remind
the CSR of required action. Icons utilized for this purpose, in
one embodiment, are illustrated by FI1G. 9. Further, an event
notification (72) screen may be utilized for this purpose, as

illustrated by FIG. 10.

Referring back to FIGS. 3, 7 and 11, by clicking upon a
particular communication thread, the CSR may access and
review each individual communication relating to that thread.
Further, the customer service representative may prepare
responses to one or more electronic communications con-
tained within each active communication thread. In one
embodiment, a series of document forms and/or links to addi-
tional information are made available to the customer service
representative when preparing an electronic communication
to the customer. For example, if the communication thread
deals with a life insurance product, the present invention may
provide various State approved forms for easy attachment by
the customer service representative. As discussed above, this
may be accomplished via a scroll-down listing of stored
forms (50F) and/or links (50L) that may be accessed by
simply clicking upon the desired form and/or link to be
attached. In one embodiment, available forms and/or links are
listed according to line of business and are stored upon a
storage device coupled to the email application of the present
invention. For example, 1f a customer service representative 1s
qualified to deal with 1nsurance related matters, only those
forms and/or links dealing with insurance would be displayed
for attachment to the representative’s electronic communica-
tions.

In one embodiment, data regarding each electronic com-
munication thread 1s logged to a storage device for later use.
This feature of the present invention allows organization
employees to access specific records and communications
regarding electronic transactions. This data may also be uti-
lized to create activity logs/reports relating to one or more
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communication threads, customers, or organization employ-
ees, as 1llustrated by Box (67) of FIG. 7.

The electronic mail application of the present invention 1s
equipped with software driven worktlow components
designed to facilitate superior customer service. Referring
back to FIG. 7, the present invention allows the manager to
clectronically activate a “reassign” function designed to
assign another CSR to any given customer, or specific thread
of communication, should the need arise. This feature of the
present invention 1s particularly usetul 1n dealing with CSR
absence or inattentiveness.

In one embodiment, the manager may denote one or more
time periods within which the CSR must open and/or respond
to a customer communication. In one embodiment, the
default time period for opening and responding to a customer
communication 1s 24 hours. Thus, 1f the CSR fails to comply
with the predefined time period(s), the customer may be

transierred to another qualified CSR, as 1llustrated by Boxes
(69), (71), and (73) of FIG. 7 and Box (80) of FIG. 11.

The present mvention allows the manager to specily
whether CSR responses will be subject to automatic preview
and/or manager review prior to transmaission to the customer,
as 1llustrated by Boxes (74), (76), and (78) of FIG. 11. If
supervisor review 1s desirable, the electronic communication
1s provided to the supervisor so that he or she may review
and/or edit proposed correspondence. The proposed commu-
nication may be returned to the CSR for changes and/or
explanation, or sent directly to the customer from the super-
visor upon the required changes being made. As described
above, once the purpose of any given communication thread

has been satisfied, the commumnication thread is closed by the
CSR, as illustrated by Boxes (82) and (84) of FIG. 11.

The present invention provides a series of attractive admin-
istrative screens (86) through which managerial personnel
may access the electronic mail application. In one embodi-
ment, the present invention provides a reassignment screen
(88), as 1llustrated by FIG. 12. In addition to reassigning a
customer to another CSR, the manager may simply ““take-
over’ the communication thread such that the manager 1s now
be responsible for providing services to the customer via
clectronic communication. In one embodiment, reassignment
and takeover links (90 and 92, respectively) are provided
upon the administrative inbox (94), as 1llustrated by FIG. 13.
In one embodiment, the administrative inbox 1s equipped
with active/inactive thread functionality (86A and 861,
respectively), as described above.

Referring to FIGS. 14-16, 1n one embodiment, a manager
settings screen (96) 1s provided through which high level
managers may assign other managers to oversee one or more
CSRs and/or groups of CSRs. Further, the present invention
allows managers/supervisors to define the manner in which
cach group, or individual CSR, will interact with customers
and other organization personnel. In one embodiment, this 1s
accomplished through the use of profile and privileges inter-
face screens (98 and 100, respectively).

In one embodiment, the manager may also set notification
timers (102) for opening and/or responding to customer com-
munications, and designate attachments to be made available
to customer service representatives, given their particular line
ol business.

Although the invention has been described with reference
to specific embodiments, this description 1s not meant to be
construed 1n a limited sense. Various modifications of the
disclosed embodiments, as well as alternative embodiments
of the ivention, will become apparent to persons skilled 1n
the art upon reference to the description of the invention. It 1s,
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therefore, contemplated that the appended claims will cover
such modifications that fall within the scope of the invention.

We claim:

1. A method of facilitating electronic communication com-
prising the steps of:

providing an interactive website accessible through a glo-

bal computer network; and

providing a proprietary electronic mail application acces-

sible through said website, said application having an
clectronic mail interface through which a remote user
may  access and respond to  electronic
communication(s), said electronic communication(s)
being exchanged between said remote user and one or
more service representatives having a relationship to
said website.

2. The method of claim 1, further comprising the additional
step of:

providing a first security threshold through which said

remote user must pass to gain access to said website
through said computer network.

3. The method of claim 2, further comprising the additional
step of providing a second security threshold through which
said remote user must pass to gain access to said interface.

4. The method of claim 3, wherein all electronic commu-
nication must pass through one or more security firewalls.

5. The method of claim 4, wherein said application turther
comprises a representative interface through which said rep-
resentative may access and respond to said remote user’s
clectronic communication.

6. The method of claim 5, further comprising the additional
step of:

analyzing electronic communication provided by said

remote user to ensure compliance with one or more
desired formats.

7. The method of claim 5, wherein said representative
interface provides a listing of electronic documents and/or
hyperlinks available for attachment to said electronic com-
munication.

8. The method of claim 7, wherein said documents and/or
said hyperlinks are related to said representative’s line of
business.

9. The method of claim 8, further comprising the additional
steps of:

storing said document(s) 1n 1mage type format upon a

storage device; and

extracting and attaching selected documents to said elec-

tronic communication.

10. The method of claim 5, wherein said application further
comprises an access interface through which individuals hav-
ing supervisory authority may 1) review and/or edit said
clectronic communications and/or 2) enter parameters appli-
cable to one or more of said representatives and/or one or
more threads of electronic communication.

11. The method of claim 10, wherein one of said param-
cters comprises the step of modifying access to electronic
communication.

12. The method of claim 11, wherein one of said param-
cters comprises the step of reassigning one or more threads of
clectronic communication to another representative.

13. The method of claim 5, wherein said electronic com-
municationis concluded by said representative after a specific
topic of discussion has been resolved, said conclusion result-
ing in said remote user no longer having access to said elec-
tronic communication.

14. The method of claim 3, further comprising the addi-
tional steps of:




US 7,409,559 B2

9

creating an electronic record of said electronic communi-
cation; and

storing said record upon a storage device.

15. The method of claim 5, further comprising the addi-
tional step of:

generating an activity report relating to said electronic

communication.

16. The method of claim 5, further comprising the addi-
tional step of providing notification means for informing said
representative of one or more events relating to said electronic
communication.

17. A method of facilitating electronic communication
comprising the steps of:

providing an mteractive website accessible through global

computer network;

providing a proprietary electronic mail application acces-

sible through said website, said application having an
electronic mail interface through which a remote user
may access and respond to electronic communication(s)
from one or more service representatives having a rela-
tionship to said website;

providing a first security threshold through which said

remote user must pass to gain access to said website
through said computer network; and

providing a second security threshold through which said
remote user must pass to gain access to said interface;

wherein all electronic communication must pass through
one or more security firewalls;

wherein said electronic communication 1s 1initiated by said
service representative through use of an mnitiation mes-
sage transmitted to said remote user’s conventional
email address, said initiation message notifying said
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remote user of one or more electronic communications
available through said interface.

18. A system {for facilitating electronic commumnication
comprising:

a proprietary electronic mail application having at least one

user intertface;:

a computer network connecting said electronic mail appli-
cation with one or more remote users, said electronic
mail application exchanging clectronic
communication(s) between the remote users and one or
more service representatives having a relationship to
said computer network; and

at least one firewall positioned between said application
and said remote users.

19. The system of claim 18, wherein said electronic com-
munication 1s initiated by a customer service representative
through use of an mitiation message transmitted to said
remote user’s conventional email address.

20. The system of claim 18, wherein said application fur-
ther comprises an access interface through which individuals
having supervisory authority may 1) review and/or edit said
clectronic communications and/or 2) enter parameters appli-
cable to one or more of said representatives and/or one or
more threads of electronic communication.

21. The system of claim 20, wherein said electronic com-
munication 1s concluded by said representative after a specific
topic of discussion has been resolved, said conclusion result-
ing in said remote user no longer having access to said elec-
tronic communication.

22. The system of claim 18, further comprising a storage
device coupled to said application.
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